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Project Overview

Product

Beneration’s VerifiaBill software offers 

everything you need to simplify the 

complex accounting processes of 

employee benefits billing.

Project duration

Worked 2 years in this project.


June 2022- March 2024

Macbook Pro



Project Overview

Goal

Help users who are BPO team members to 

finish their task easily and quickly.(Reduce 

time)

Problem

Existing screen (Resolve name mismatch 

screen) has multiple UX and UI issues & it 

took a lot of time for BPO team to finish the 

task. 



Project Overview

Responsibilities

� I was the UX lead and conducted user interviews with actual 

users to understand the pain points, needs�

� Created personas�

� Expert review on existing screens�

� Created wireframes/concept sketches�

� Created visual designs & design guidelines.

My Role

UX Architect



Understanding the user
Don’t jump into design first.

User research

Personas

Journey map



User research 

Interviews

� Interview with real users to 
understand needs and pain 
points in the screen.�

� Due to existing project asked 
the BPO team to walk thru of 
the application flow�

� Asked the client to provide 
staging URL & required 
screenshots.



User research

Persona

Problem statment

Avi, as a BPO team lead, needs his 

team to work faster on the resolve 

name mismatch screen in the app 

because he has daily targets to 

meet.

Name : Avinash


Education : Graduated


Occupation : Team lead for BPO team


Brief : His daily job involves collecting data, 

reviewing it, and approving it. He primarily 

focuses on the approval process, guiding the 

team, and training new members.


Domain & Computer knowledge : Good

Frustrations �

� Page have multiple action item�

� Difficulty while using, Match 

recommendation table�

� Close icon in carrier & BenAdmin 

data boxe�

� Time consuming and not clear U�

� Difficult to train new users



User research

Understand Journey

Journey of Avi

After logging in, Avi enters the dashboard, 

where he needs to complete a three-step 

process: importing data, resolving name 

mismatches, and generating reports.

Search

Potential matches

Manual matches

Review & Generate 



User research

Expert Review

Clutter on filter section 
areas.

4

Lengthy page, No proper 
steps overall UI clutter. 

2

Multiple actions items and 
pouring green color.

3

Difficulty to see match 
recommendations table.

1
1

3

4

2



Design
Digital wire frames

Design solutions

Visual designs

Testing with users

Design iterations



Design - Paper sketches
After understanding the mismatches page, 
roughly created my thoughts.



Design - Visual Design 1

After the user interviews 
and walkthrough, I gained 
clarity on this page.

1

Divided the tasks into 4

clear steps. Search, 
Potential Matches, Manual 
Matches, Review&Generate.

2

Navigation and Potential 
data table differentiated 
clearly.

3

more details provided in next slide 

Step 1: Search Step 2: Potential matches



Clear Navigation

Lengthy page  
converted into  
clear steps

Benadmin vs Carrier premium 
differentiation

Mouse hover color to focus on 
particular record to compare

Alternate row color gives eye 
pleasing

Action panel

Pagination and count area

Step 1: Search

Step 2: Potential matches



Design - Visual Design 2

2

1

3

 Designed 3 versions�

�� Drop-dow�

�� Paginatio�

�� Load more

Step 3: Manual matches

more details provided in next slide 



Load more option finalized

from the earlier slide (3 
options)

Step 3: Manual matches



Test 
Tested with 5 BPO team members, 2 Users selected same side. 

Observations

Some users are trying to click or select the same 
side twice while matching the records.



Test - Design Iteration

Design Solution

If a user clicks on the same side 
twice, an alert will be shown: 'Please 
select the BenAdmin record on the 
right side to match’.

Please select “BenAdmin” Record

on the right side for matching

Got it!

i

Additionally, I added an 
information icon (visual cue) with a 
message below the title.

These two updates in next slide



Test - After Design Iteration

Provided two solutions, 
works well and guided 
the user.



Final Designs

Scroll down

Step 1: Search

Step 2: Potential matches

Step 3: Manual matches

Step 4: Review & Generate



Before After

Quick view



Some of the visual designs

Import Data

Landing page

Group Dashboard

PDF Compare

Success 
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Design Guidelines
Clearly defined all the visual styles, delivered to development team
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Takeaways

Impact

� 60% Reduced tim�

� 80% increased efficienc�

� 100% Satisfaction from the users.

Learnings

� Importance of UCD�

� Don't jump into design first, 

You are not the user.
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Client says - Linkedin comments



Thank you for your 
patience in reviewing 
this case study. 


-Chandu Majeti


